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THE  WHITE  HOUSE 

WASH INGTON 

June  2,  1980 


Dear  Secretary  Muskie: 

As  Chairperson  of  the  Consumer  Affairs  Council  and  on  behalf  of 
President  Carter,  I  am  pleased  to  approve  the  Department  of  State's 
consumer  program  established  under  Executive  Order  12160.  The 
Department's  program  will  play  a  vital  role  in  assuring  that 
consumer  interests  will  be  an  integral  part  of  agency  decisionmaking. 

The  publication  of  agency  consumer  programs  on  June  9  will  mark  the 
culmination  of  several  years  of  work  by  many  capable  and  dedicated 
people  both  within  and  outside  the  government.  The  contribution  and 
assistance  provided  by  Mr.  James  Tarrant  of  your  staff  have  been 
particularly  helpful.  The  fact  that  as  chairperson  of  the  Departmental 
Consumer  Coordinating  Group,  Mr.  Tarrant  will  be  reporting  directly 
to  you  should  provide  him  with  the  opportunity  he  needs  to  review 
rules,  policies,  programs,  and  legislation  to  assess  their  potential 
impact  on  consumers.  Your  program  is  further  strengthened  by  new 
initiatives  in  publicizing  the  Department's  consumer  activities, 
helping  consumers  to  prepare  to  take  part  in  the  work  of  trade 
delegations,  and  holding  open  meetings  with  consumer  representatives. 

We  are  all  operating  under  stringent  budgetary  conditions,  so 
I  appreciate  the  Department's  interest  in  reviewing  whether 
additional  project  staffing  could  be  allocated  to  the  Department's 
consumer  activities. 

With  the  publication  of  each  agency's  final  program,  a  new  phase 
of  our  work  begins.  This  office  will  work  closely  with  you  in 
monitoring  the  effectiveness  of  the  Department's  consumer  program 
in  meeting  the  standards  of  the  Order  and  in  achieving  the 
objectives  you  have  set  for  the  Department.  During  this  time  my 
staff  and  I  will  be  available  to  help  in  any  way  we  can.  I  will  be 
reporting  to  the  President  at  the  end  of  each  fiscal  year  on  government¬ 
wide  progress  under  the  Order,  and  I  am  sure  that  these  reports  will 
reflect  considerable  success. 

Thank  you  for  doing  your  part  in  this  effort,  I  am  confident 
that  implementing  this  Executive  Order  will  make  an  important 
contribution  to  consumer  welfare  idf^he  United  States. 


Special  Assistant  to  the  President 
for  Consumer  Affairs 


The  Honorable  Edmund  S.  Muskie 
Secretary  of  State 
Washington,  D.  C.  20520 


BILL  CODE  4710-07-C 
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DEPARTMENT  OF  STATE 
[Public  Notice  714] 

Consumer  Affairs 

agency:  Department  of  State. 

ACTION:  Consumer  Affairs  Program. 

SUMMARY:  This  Notice  contains  the  Consumer  Affairs 
Program  to  be  implemented  by  the  Department  of  State  in 
response  to  Executive  Order  12160.  It  is  preceded  by  a 
Preamble  which  summarizes  the  public  comment  procedure 
and  how  these  comments  were  used  to  change  the 
Department’s  proposed  program  which  was  originally 
published  as  Public  Notice  695  in  the  Federal  Register  on 
December  10, 1979  (Vol.  44,  No.  238]. 

EFFECTIVE  DATE:  July  1,  1980. 

FOR  FURTHER  INFORMATION  CONTACT:  James  R.  Tarrant, 
Special  Assistant  for  Consumer  Affairs,  Room  6822, 
Department  of  State,  Washington,  D.C.  20520.  Telephone 
(202) 632-8836. 

Preamble 

(A)  Introduction.  The  Department  appreciates  the 
comments  it  has  received  from  individual  consumers, 
consumer  organizations  and  other  interested  individuals.  As 
a  result  of  the  suggestions  contained  in  these  comments,  a 
number  of  changes  and  additions  have  been  made  in  the 
proposed  program. 

(B)  Program  Evaluation  Procedure.  A  number  of  actions 
were  taken  to  evaluate  the  Department’s  draft  program.  To 
give  wide  opportunity  for  public  examination  and  comment, 
over  500  letters  were  sent  to  consumer  leaders  and 
representative  consumers,  most  of  which  were  individual 
letters  to  people  specifically  identified  as  having  some 
interest  or  expertise  in  the  consumer  issues  handled  by  the 
Department  of  State.  We  also  held  a  meeting  of  consumer 
leaders  in  Washington,  with  the  support  of  the  President’s 
Special  Assistant  for  Consumer  Affairs,  to  assess  the 
Department’s  proposals  in  depth.  Thirteen  consumer 
representatives  from  across  the  country  participated  in  this 
meeting  at  the  Department’s  expense.  Also,  numerous 
telephone  calls  were  made  directly  to  individuals  by  the 
Department’s  Special  Assistant  for  Consumer  Affairs  to  seek 
comments  from  representative  grassroots  individuals  and 
organizations.  To  reach  broader  audiences,  press  releases 
were  sent  out.  Department  representatives  also  participated 
in  the  public  workshop  held  in  February  1980,  by  the  U.S 
Office  of  Consumer  Affairs  in  Washington.  The  Special 
Assistant  also  spoke  to  groups  in  Wisconsin  and 
Massachusetts  about  the  program. 

Within  the  federal  government,  the  program  was  reviewed 
by  Department  of  State  officials  as  well  as  the  President’s 
Special  Assistant  for  Consumer  Affairs  and  her  staff. 

(C)  Statistical  Summary.  The  Department  received  44 
written  comments.  Most  of  these  were  in  the  form  of  letters, 
rather  than  the  short  questionnaire  distributed  with  the 
proposed  program,  and  dealt  in  detail  with  specific  elements 
of  the  proposed  program. 


Individual  Consumers .  19 

Consumer  Organizations .  18 

Business  and  Trade  Groups .  5 

State  and  Local  Governments .  0 

Other  (1  public  interest  law  firm  and  1  university) .....  2 


Total .  44 


In  addition,  the  Special  Assistant  for  Consumer  Affairs 
had  approximately  30  conversations  with  representative 
consumers  and  consumer  leaders  from  various  parts  of  the 


country  about  the  program.  The  results  of  these 
conversations  have  been  incorporated  in  the  following 
descriptions  of  the  comments  received  from  the  public. 

(D)  Summary  reaction  to  Program.  Public  reaction  to  the 
proposed  program  was  essentially  positive.  Of  those  who 
made  a  general  assessment  in  writing,  eight  groups  or 
individuals  considered  it  excellent,  27  indicated  basic 
approval  and  one  individual  said  the  program  was  totally 
inadequate  (although  no  specific  criticism  or  suggestions  for 
improvement  were  given  by  this  individual).  The  greatest 
strengths  of  the  program  were  considered  to  be  the  consumer 
participation  features  and  the  complaint  handling  process. 

The  predominant  criticism  was  to  call  for  greater  information 
about  the  Department’s  program  to  be  made  more  generally  » 
available  so  that  grassroots  groups  and  individuals  could 
express  their  views.  Public  reaction  received  by  the 
Department  through  individual  conversations  on  the 
telephone,  at  meetings  outside  of  Washington  and  at  the 
public  Workshop  in  Washington  largely  paralleled  the  above 
pattern. 

(E)  Specific  Comments.  The  pattern  of  specific  comments 
received  did  not  correspond  directly  to  the  five  basic 
sections  of  the  Department’s  proposed  program  and  are 
therefore  discussed  below  in  groups  into  which  they  logically 
fall. 

— By  far  the  greatest  number  of  suggested  improvements  was 
in  the  general  area  of  increasing  public  awareness  of  the 
program.  Thirteen  individuals  and  ten  groups  commented 
on  one  aspect  or  another  of  this  issue.  Comments  took  the 
form  of  such  remarks  as:  "keep  us  informed.”  "raise 
understanding  among  consumers."  “speak  to  and  listen  to 
the  grassroots,”  "visit  us  on  our  home  ground,”  “more 
public  relations  needed,”  and  “hold  more  meetings.” 
Implicit  in  these  comments  was  that  better  informed 
consumers  would  make  increased  efforts  to  make  their 
views  known  to  the  Department. 

— The  second  largest  number  of  criticisms  received  was  on 
the  matter  of  adequately  preparing  the  consumer  advisers 
who  serve  on  negotiating  delegations  in  order  to  make 
them  more  effective  representatives  of  the  American 
consumer.  Seven  individuals  and  four  groups  asked  that 
some  form  of  better  training  and  preparation  be  given  to 
those  individuals  who  actually  travel  abroad  as  members 
of  U.S.  delegations  engaged  in  international  negotiations. 
Specific  suggestions  were:  make  more  information 
available,  hold  meetings  of  advisers  in  order  to 
communicate  and  share  experiences  among  them,  choose 
representatives  further  in  advance  of  negotiations,  better 
define  the  consumer  representatives’  role  ar>d  form  small 
groups  of  expert  consumer  advisers  to  study  and  advise 
the  Department  on  specific  issues.  Many  of  these 
recommendations  came  from  individuals  who  had  served 
as  consumer  representatives  on  delegations. 

— Next  in  order  of  number  of  suggestions  for  improvements 
received  was  the  area  of  consumer  resources.  Four 
consumer  groups  and  two  individuals  recommended  that 
greater  staff  resources  be  made  available  to  the 
Department’s  consumer  affairs  program. 

— Two  individuals  and  one  group  suggested  that  some  form 
of  quality  control  be  introduced  in  the  selection  of  those 
relatively  few  individuals  who  actually  serve  on 
delegations.  This  would  be  to  ensure  that  these 
representative  consumers  are  fully  qualified  and  the  best 
available  for  that  particular  negotiation. 

— Three  individuals  asked  that  the  description  of  the 
Department’s  "Biden  questionnaire”  and  several  other 
elements  of  the  program  be  stated  in  clearer  terms. 

— Two  individuals  recommend  that  in  addition  to  travel  and 
per  diem  expenses,  salaries  or  fees  should  be  paid  to 
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private  consumer  advisers  while  preparing  for  and  serving 
on  Department  delegations. 

— The  following  suggestions  were  made  by  one  individual  or 
group:  involve  the  Department  in  a  wider  range  of  issues, 
ensure  the  Special  Assistant  is  “committed”  to  the 
consumer  cause,  conduct  an  assessment  of  the  consumer 
program  on  a  regular  basis,  and  complaint  handling  should 
be  given  lower  priority. 

(F)  Miscellaneous  Comments.  The  following  suggestions 
were  made  by  one  individual  each:  have  one  consumer  office 
for  the  entire  federal  government  and  use  national 
referendums  to  decide  State  Department  consumer  issues. 

(G)  Program  Changes.  The  following  is  a  checklist  of  the 
specific  changes  made  in  the  draft  program  in  response  to 
both  public  and  internal  government  comments  and 
recommendations.  These  changes  have  been  incorporated 
into  the  body  of  the  revised  program  which  is  found  later  in 
this  Public  Notice.  Also  listed  are  recommendations  for 
change  which  have  not  been  accepted  and  the  reasons  for 
these  decisions. 

1.  To  increase  awareness  and  participation,  the 
Department  will: 

— more  broadly  publicize  its  programs  and  the  opportunities 
for  expressing  consumer  views  by  working  with  wide- 
circulation  media  and  specialized  consumer  reporters  (the 
first  such  explanatory  article  will  appear  in  July  in  a  mass- 
circulation  national  magazine  aimed  at  the  average 
American); 

— more  fully  inform  the  public  about  the  wide  range  of 
materials  already  available  from  the  Department  which 
include  free  single  copies  of  publications  on  topics  such  as 
overseas  travel  tips  for  senior  citizens,  consular  services 
available  from  the  Department’s  Bureau  of  Consular 
Affairs  in  liaison  with  Consular  Offices  abroad,  how 
American  tourists  should  prepare  for  overseas  trips,  and 
suggestions  and  regulations  for  avoiding  inconvenience 
while  visiting  certain  countries  and  regions  of  the  world; 

— establish  a  regular  mailing  list  to  inform  interested 
individuals  and  groups  about  consumer  issues  within  the 
jurisdiction  of  the  Department; 

— hold  open  meetings  with  consumer  groups  and 
representatives  a  minimum  of  once  each  year  and 
schedule  ad  hoc  meetings  at  the  request  of  consumer 
groups  or  representatives  who  wish  to  raise  a  particular 
problem  or  issue  of  concern  with  the  Department,  with 
senior  officials  participating  in  keeping  with  the  nature  of 
the  issues  to  be  discussed; 

— make  available  the  Special  Assistant  for  Consumed  Affairs 
or  other  officials  to  speak,  discuss  and  hear  views  outside 
of  Washington  to  the  extent  travel  funds  permit;  and 
— make  clear  that  the  Department  and  the  Special  Assistant 
are  open  to  receiving  views  on  the  full  range  of 
Departmental  consumer  activities. 

2.  To  strengthen  the  system  of  consumer  advisers  on 
negotiating  delegations,  the  Department  will: 

— assist  in  the  development  of  small  groups  of  consumer 
experts  which  will  focus  on  consumer-related  issues  in 
order  to  provide  depth  and  continuity  to  consumer  views 
so  that  consumers  can  make  more  effective  contributions 
in  the  Department’s  decision-making  process.  Appropriate 
technical  assistance  and  information  on  the  issue  under 
study  will  be  provided  upon  request  within  the  resources 
available. 

— Seek  to  select  consumer  representatives  further  in  advance 
of  international  negotiations; 

— hold  meetings  of  consumer  advisers  to  U.S.  delegations 
once  a  year,  subject  to  funding  being  available. 

3.  To  clarify  and  increase  the  resources  available  to  the 
consumer  affairs  program: 


— A  Consumer  Coordinating  Group  consisting  of  Bureau 
Representatives  will  be  formed  within  the  Department  to 
assist  the  Special  Assistant  in  monitoring  and  advising  on 
consumer-related  issues. 

— The  Department  willjpdd  to  the  number  of  specifically 
identified  individuals  in  various  bureaus  who  have  a 
consumer  liaison  function. 

— As  the  Consumer  Affiars  Program  develops  the 
Department  will  review  the  possibility  of  adding 
additional  staffing. 

— The  Department  will  note  in  its  program  that  the  Special 
Assistant  for  Consumer  Affairs  has  formal  Department¬ 
wide  oversight  responsibility  and  can  initiate  involvement 
in  State  Department  programs  and  policies  that  impact  on 
consumers. 

— The  Department  will  clarify  in  its  program  that  there  are  a 
number  of  professional  people  within  the  Department  who 
deal  with  or  are  available  to  deal  with  consumer  issues  as 
they  arise  in  the  context  of  their  ongoing  work.  The 
Department  will  also  clarify  that  Officers  responsible  for 
the  Consumer  Affairs  Program  have  other  resources 
available  to  them  in  the  form  of  administrative  support 
such  as  reproduction  and  mailing  facilities,  and  the 
expertise  and  service  of  various  technical  experts  such  as 
travel  specialists,  etc. 

4.  To  strengthen  the  procedures  for  selecting  consumer 
advisers  to  serve  on  U.S.  negotiating  delegations,  the 
Department  will: 

— establish  criteria,  taking  into  account  consumer  views, 
which  will  be  utilized  in  selecting  advisers. 

5.  To  clarify  references  to  Biden  Questionnaires  and 
several  other  terms  and  phrases,  the  Department  will: 

— elaborate  the  definition  of  Biden  Questionnaires; 

— rewrite  the  language  in  sections  considered  vague. 

6.  With  regard  to  salaries  and  fees  for  consumer  advisers, 
the  Department  does  not  have  the  legislative  authority  or 
funds  to  incur  these  expenses. 

7.  With  regard  to  other  issues  raised: 

— the  Department  will  continue  to  examine  issues  before  it 
for  other  consumer-related  matters  and  will  seek  to  ensure 
that  Department  officers  are  fully  open  to  receiving  and 
considering  consumer  views. 

— The  Department  does  not  find  sufficient  justification  to 
lower  the  priority  given  to  complaint  handling,  recommend 
a  single  consumer  office  for  the  federal  government  or 
propose  national  referendums  to  decide  Departmental 
consumer  issues. 

CONSUMER  AFFAIRS  PROGRAM 
I.  GENERAL 

The  central  objective  of  the  Department  of  State  in 
consumer  affairs  is  to  ensure  that  the  needs  and  interests  of 
American  consumers  are  adequately  considered  and 
addressed  in  the  formulation  of  foreign  economic  policies. 
Participation  by  consumers  in  this  process  is  fundamental  to 
achieving  this  aim. 

Since  the  Department  is  concerned  with  foreign  rather 
than  domestic  policy  and  provides  a  relatively  small  range  of 
direct  citizen  services,  its  consumer  affairs  program  is 
somewhat  different  than  those  in  other  Federal  Government 
Agencies.  The  Department’s  program  deals  principally  with 
a  number  of  international  economic  negotiations  that  tend  to 
continue  over  a  period  of  time.  These  subjects  include 
international  commodity  stabilization  agreements  on  such 
commodities  as  natural  rubber,  coffee,  sugar,  tin,  coppper, 
cocoa  and  other  products  as  well  as  trade,  civil  aviation  and 
telecommunications  matters.  These  issues  are  largely  within 


Federal  Register  /  Vol.  45,  No.  112  /  Monday,  June  9,  1980  /  Notices 


39227 


the  jurisdiction  of  the  Bureau  of  Economic  and  Business 
Affairs. 

In  addition,  however,  there  are  consumer-related  issues 
that  arise  in  at  least  two  other  areas  of  the  Department.  The 
Bureau  of  International  Organization  Affairs  has 
coordinating  responsibility  for  matters  occurring  in  the 
United  Nations  system  where  consumer-related  issues 
include  restrictive  business  practices,  a  code  of  conduct  for 
transnational  corporations,  and  illicit  payments  as  well  as 
UN  resolutions  and  programs  in  the  area  of  consumer 
protection.  The  Bureau  of  Consular  Affairs  issues  passports 
and  provides  other  consular  services  directly  to  the  public. 

It  should  be  noted,  however,  that  the  Department’s  Special 
Assistant  for  Consumer  Affairs  has  been  given  formal 
oversight  authority  from  the  Secretary  of  State  for  all 
consumer-related  issues  arising  in  the  Department.  The 
Special  Assistant  can  initiate  involvement  in  issues  that 
impact  on  consumers  and  will  seek  to  ensure  that  all  such 
issues  before  the  Department  are  subject  to  the  procedures 
outlined  in  this  Notice. 

n.  CONSUMER  AFFAIRS  PERSPECTIVE 

The  primary  consumer  affairs  staff  of  the  Department  of 
State  will  consist  of  two  full-time  individuals  whose  sole 
responsibility  will  be  consumer  affairs:  a  professional 
international  economist  who  will  be  the  Department’s 
Special  Assistant  for  Consumer  Affairs  and  an  assistant  for 
handling  administrative  matters  concerned  with  consumer 
affairs.  The  Special  Assistant  will  be  attached  to  the  office  of 
the  Assistant  Secretary  for  Economic  and  Business  Affairs 
who  has  direct  access  and  reporting  responsibility  to  the 
Secretary  of  State  as  is  shown  on  the  organizational  chart.  In 
addition  to  the  Special  Assistant’s  responsibility  to  provide  a 
consumer  affairs  perspective,  this  official  will  have 
responsibility  for  carrying  out  other  consumer  affairs  work  in 
the  Department. 

The  Special  Assistant  has  overall  authority  for 
coordinating  consumer  affairs  issues  arising  within  any 
component  of  the  Department  of  State  and  is  authorized  to 
participate  in  the  development  and  review  of  all 
departmental  policies,  programs,  legislation  and  rules  on 
consumer-related  issues. 

In  carrying  out  these  responsibilities  this  official  will  work 
directly  with  other  Department  officials  and  will  regularly 
attend  appropriate  staff  meetings  including  that  of  the 
Assistant  Secretary  for  Economic  and  Business  Affairs.  The 
Special  Assistant  will  participate  throughout  the  policy 
formulation  process  on  consumer-related  issues,  from  initial 
discussions  through  the  final  decision.  To  ensure  the  Special 
Assistant  is  kept  fully  abreast  of  activities,  the  Bureau  of 
International  Organization  Affairs  and  the  Bureau  of 
Consular  Affairs  will  be  responsible  for  keeping  the  Special 
Assistant  informed  on  all  consumer-related  issues  in  their 
areas  of  authority  and  for  systematically  reporting  to  the 
Special  Assistant  each  quarter  on  the  status  of  these  issues 
as  well  as  issues  of  this  type  expected  to  arise  in  the  future. 

In  addition,  the  Department  will  have  Consumer  Liaison 
Officers  in  various  bureaus.  A  Consumer  Coordinating 
Group  will  also  be  established  within  the  Department  to  aid 
the  Special  Assistant  in  monitoring  activities  and  advising 
on  consumer-related  issues.  The  Special  Assistant  will  act  as 
Chairman  of  the  Consumer  Coordinating  Group  and  in  that 
capacity  may  report  directly  to  the  Secretary,  as  needed. 

Further,  the  Office  of  the  Legal  Adviser  will  inform  the 
Special  Assistant  in  all  cases  of  proposed  rulemaking  by  the 
Department  in  which  there  appears  to  be  a  consumer-related 
issue. 

The  Special  Assistant  will  draw  upon  the  assistance  of 
other  economists  and  officers  as  they  deal  with  consumer- 


related  issues  in  their  work.  The  consumer  affairs  program 
will  also  have  available  to  it  the  necessary  administrative 
resources  in  the  form  of  reproduction  and  mailing  facilities, 
and  the  expertise  and  service  and  service  of  various 
technical  experts  such  as  travel  specialists,  etc. 

III.  CONSUMER  PARTICIPATION 

The  Office  of  the  Special  Assistant  for  Consumer  Affairs 
will  be  in  charge  of  carrying  out  the  Department  of  State’s 
consumer  participation  responsibilities  under  the  Executive 
Order. 

As  a  matter  of  general  policy,  the  Department  will  seek  to 
exercise  considerable  flexibility  in  providing  opportunities 
for  consumer  views  to  be  heard  in  the  course  of  its  decision¬ 
making  process.  The  Department  will  accept  and  consider 
consumer  views  submitted  at  any  time  in  the  policy 
formulation  process  on  an  issue.  Views  may  be  provided  in 
writing,  by  telephone  or  personal  visit  to  the  Special 
Assistant. 

The  Department’s  primary  method  for  ensuring  direct 
consumer  participation  in  its  program  is  the  following.  First, 
the  Department  engages  in  an  ongoing  program  of  direct 
letter  and  telephone  contacts  with  state  and  local  consumer 
organizations  as  well  as  with  consumer  and  public  interest 
groups  represented  in  Washington,  D.C.  This  is  a  continuous 
outreach  program  designed  to  maintain  contact  and  solicit 
views  from  consumer  groups  and  individuals  who  have  an 
interest  or  expertise  in  those  particular  consumer-related 
issues  within  the  responsibilitity  of  the  Department. 

In  addition  to  these  activities,  Department  representatives 
attend  various  consumer  meetings  and  publicize  the 
Department's  program  in  the  media  as  part  of  a  broader 
effort  to  make  consumers  aware  of  the  opportunity  for  them 
to  make  their  views  known. 

Second,  the  Department  seeks  out  representative 
consumers,  frequently  affiliated  with  a  consumer  or  public 
interest  organization,  for  a  more  intensive  form  of  briefing 
and  exchange  of  views.  This  often  involves  bringing  the 
individual  to  Washington,  D.C.  with  travel  and  per  diem 
expenses  paid  by  the  Department  and  is  usually  done  in 
connection  with  preparing  consumer  representatives  to  serve 
on  international  conference  delegations  which  are  accredited 
officially  by  the  Department’s  Office  of  International 
Conferences. 

Third,  the  Department  selects  consumer  representatives  to 
act  as  advisers  on  U.S.  delegations  to  international  meetings 
that  are  negotiating  or  discussing  issues  with  a  significant 
impact  on  American  consumers.  Consumer  representatives 
will  be  selected  as  far  in  advance  of  such  international 
meetings  as  possible.  Criteria  will  be  established,  taking  into 
account  consumer  views,  which  will  be  utilized  in  selecting 
consumer  advisors.  Travel  and  per  diem  expenses  are  paid 
by  the  Department  of  State  during  the  period  of  the  meeting. 
Both  the  program  of  Washington  consultations  and 
participation  on  official  delegations  are  subject  to  the 
availability  of  Department  funds  and  the  meeting  of 
Congressional  and  Departmental  criteria  for  the  expending 
of  these  funds. 

The  Departments  of  State’s  regulations  for  selecting  and 
funding  consumer  and  public  interest  representatives,  as 
well  as  guidelines  covering  the  actual  participation  of  private 
sector  advisers  on  delegations,  are  described  in  more  detail 
in  Federal  Register  notices  No.  624  of  August  24, 1978,  and 
No.  655  of  March  23, 1979. 

A  number  of  consumer  and  public  interest  representatives 
also  serve,  along  with  other  private  sector  individuals,  on 
advisory  committees  to  the  Department  of  State.  The 
Department  will  continue  this  program  and  its  policy  of 
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meeting  the  travel  and  per  diem  expenses  of  consumer 
representatives,  as  funding  is  available. 

The  Department  will  hold  a  meeting  once  each  year  of  a 
group  of  consumer  representatives  who  have  served  as 
advisers  on  U.S.  Government  delegations,  as  funds  are 
available.  This  will  be  done  to  improve  the  effectiveness  and 
usefulness  of  presented  to  the  Department  on  consumer 
matters. 

To  further  strengthen  the  capacity  of  consumers  to  provide 
advice,  the  Department  will  make  available  technical 
assistance  where  possible  to  consumer  groups  established  to 
give  consumer  views  to  the  Department. 

In  addition,  the  Special  Assistant  will  hold  at  least  one 
open  meeting  per  year  with  consumer  groups  and 
representatives  and  will  schedule  ad  hoc  meetings  at  the 
request  of  consumer  representatives  who  wish  to  raise  a 
particular  issue  of  concern  with  the  Department,  with  senior 
officials  participating  in  keeping  with  the  nature  of  the  issue 
to  be  discussed. 

To  further  inform  consumers  of  the  opportunities  available 
for  participation  in  State  Department  policy  formulation,  the 
Department’s  program  will  be  incorporated  into  a  brochure 
which  will  be  made  widely  available  as  part  of  its 
informational  program. 

The  Special  Assistant  will  also  maintain  a  regular  mailing 
list  of  interested  consumer  groups  and  individuals  for  the 
purpose  of  informing  them  of  specific  opportunities  to  make 
their  views  known  on  issues  under  consideration  by  the 
Department  of  State. 

The  Special  Assistant  will  act  within  the  Department  of 
State  to  ensure  consumer  concerns  are  adequately 
considered.  Where  possible,  the  effects  on  consumers  will  be 
specified  in  position  papers  for  international  negotiations  on 
issues  having  a  significant  impact  on  American  consumers. 

IV.  INFORMATIONAL  MATERIALS 

The  Office  of  the  Special  Assistant  for  Consumer  Affairs 
will  be  responsible  for  planning  and  carrying  out  the 
Department’s  consumer  information  program.  The 
Department’s  informational  material  is  considered  fully 
adequate  for  its  past  program,  but  will  need  to  be  expanded 
as  consumer  activities  are  increased  under  provisions  of 
Executive  Order  12160. 

The  Department  will  continue  its  policy  of  making 
available  individually  tailored  written  materials  and 
providing  specific  oral  briefings  for  consumer  advisers  on 
particular  issues  and  for  consumer  representatives  on  U.S. 
delegations  negotiating  issues  relevant  to  U.S.  consumers. 

The  Department  will  broadly  publicize  its  program  and  the 
opportunities  for  consumers  to  make  their  views  known. 

In  addition,  the  Department  of  State  will  produce  and 
distribute  to  broad  consumer  audiences  a  brochure  to  inform 
consumers  about  the  Department’s  responsibilities  and 
services  in  consumer  affairs  and  its  procedures  for  consumer 
participation  in  these  matters.  This  material  will  be  made 
available  within  six  months  of  the  publication  in  the  Federal 
Register  of  the  Department's  final  consumer  affairs  program. 
Distribution  will  be  made  to  consumer  organizations 
throughout  the  country  for  direct  distribution  to  their 
membership  and  to  the  public  at  large. 

For  meetings  open  to  the  public  on  consumer-related 
issues,  the  specific  office  within  the  Department  having 
responsibility  for  the  meeting  will  ensure  that  clear, 
descriptive  material  is  available  to  all  participants  on  the 
issues  to  be  discussed.  Such  materials  will  be  available  at 
the  time  of  the  meeting  or  may  be  obtained  upon  request 
from  the  Office  of  the  Special  Assistant  for  Consumer  Affairs 
or  the  specific  office  having  responsibility. 


The  Special  Assistant  or  other  officials  will  also  be 
available  to  speak,  discuss  and  hear  views  outside  of 
Washington  to  the  extent  travel  funds  permit. 

The  Bureau  of  Consular  Affairs  will  be  responsible  for  the 
Department’s  information  program  on  consular  services  that 
are  available  to  the  public.  These  include: 

(A)  Issuance  of  passports.  Numerous  publications  and 
notices  are  used  to  inform  the  public  about  this  service. 
Proposed  changes  in  passport  regulations  are  subject  to 
established  rule-making  procedures  and  are  published  in  the 
Federal  Register  for  public  comment  prior  to  taking  effect. 
Questions  about  passports  should  be  directed  to  the  Public 
Inquiries  Section,  Passport  Office,  Department  of  State, 
Washington,  D.C. 

(B)  Overseas  Citizens  Services.  These  services  include  the 
overseas  travel  advisory  program;  emergency  aid  for 
Americans  who  are  in  serious  legal,  medical,  or  financial 
difficulty  overseas;  a  welfare/ whereabouts  system  for 
inquiring  about  U.S.  citizens  abroad;  and  assistance  with 
such  matters  as  loss  of  citizenship,  federal  agencies  benefit 
programs  abroad,  judicial  services,  property  and  estates. 
These  services  are  widely  publicized  through  the  Public 
Affairs  Office  of  the  Bureau  of  Consular  Affairs.  Inquiries 
may  be  made  with  the  Office  of  Overseas  Citizens  Services, 
Department  of  State,  Washington,  D.C. 

(C)  Single  copies  of  brochures  and  information  are 
available  free  of  charge  on  a  wide  range  of  subject  matter  of 
interest  to  Americans  traveling  abroad.  Publications  are 
available  on  such  topics  as  overseas  travel  tips  for  senior 
citizens;  consular  services  available  from  the  Department’s 
Bureau  of  Consular  Affairs  in  liaison  with  consular  officers 
abroad;  and  how  American  tourists  should  prepare  for 
overseas  trips.  These  may  be  requested  from  the  Public 
Affairs  Office,  Bureau  of  Consular  Affairs,  Department  of 
State,  Washington,  D.C. 

Free  single  copies  of  publications  on  regulations  and 
suggestions  for  avoiding  inconceniences  while  visting  certain 
countries  and  regions  of  the  world  may  be  obtained  from  the 
Passport  Office,  Department  of  State,  Washington,  D.C. 

V.  EDUCATION  AND  TRAINING 

The  Office  of  the  Special  Assistant  for  Consumer  Affairs 
will  be  responsible  for  informing  Department  officials  about 
the  provisions  of  Executive  Order  No.  12160  and  the  specific 
elements  of  the  Department’s  consumer  affairs  program.  This 
will  be  accomplished  by  written  briefings  for  senior, 
policymaking  officials  and  by  circulation  of  a  Departmental 
notice.  The  final  consumer  affairs  program  will  be  circulated 
to  all  personnel  who  are  expected  to  be  involved  in  any  facet 
of  consumer  activities.  Any  significant  changes  in  the 
consumer  program  will  be  communicated  within  30  days  to 
Departmental  personnel. 

The  Special  Assisant  will  be  responsible  for  ensuring  that 
any  specialized  training  in  consumer  affairs  is  provided  and 
that  Department  officials  are  sensitized  to  consumer  needs 
and  perspectives.  Highly  specialized  training  would 
probably  be  requested  from  another  department  or  agency 
having  such  facilities. 

The  Department  will  assist  consumer  representatives  in 
the  completion  of  “Biden  questionnaires”  (the  application 
forms  used  by  those  seeking  financial  assistance  from  the 
Department)  and  in  developing  any  additional  substantive 
expertise  to  serve  most  effectively  on  U.S.  negotiating 
delegations  for  which  they  have  been  accredited. 

VL  COMPLAINT  HANDLING 

The  central  point  of  responsibility  for  handling  complaints 
of  a  consumer  nature  will  be  the  Office  of  the  Special 
Assistant  for  Consumer  Affairs. 
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Telephone,  personal  visit  and  mail  complaints  will  be 
directed  to  this  office  for  initial  handling.  The  following 
procedures  will  be  carried  out: 

(A)  Screening.  Complaints  will  be  screened  by  the  Special 
Assistant’s  office  to  determine  their  applicability  to  the 
Department  of  State.  Those  complaints  falling  within  the 
responsibility  of  another  agency  will  be  forwarded  to  that 
agency  for  action. 

(B)  Logging  and  classifying.  Telephone  and  personal  visit 
complaints  that  cannot  be  resolved  during  the  first  contact 
will  be  logged.  All  mail  complaints  will  be  logged.  Every 
consumer  complaint  communication  will  be  entered  into  the 
Central  Complaint  Log  with  a  numeric  indicator  assigned  to 
it.  The  following  topical  categories  will  be  used  to  classify 
complaints:  commodities,  energy,  civil  aviation, 
telecommunications,  business  and  general.  The  date 
received,  nature  of  the  complaint,  name  of  complainant, 
office  assigned  responsibility  for  replying,  due  date  for 
responding  and  eventually  the  date  reply  sent  will  be  noted 
in  the  log  for  each  complaint. 

(C)  Routing.  Consumer  complaints  will  then  be  routed  to 
the  responsible  office  in  the  Department  of  State  with 
instructions  on  how  replies  are  to  be  handled. 

(D)  Responding.  The  office  assigned  responsibility  will 
investigate  the  complaint  and  reply  within  ten  working  days 
or  send  an  interim  communication  acknowledging  receipt 
and  indicating  when  a  reply  can  be  expected.  All  replies  will 
be  sent  within  twenty  working  days.  Responses  may  take  the 
form  of  telephone  calls  letters  or  other  written 
communications,  depending  on  the  circumstances  of  the 
particular  complaint.  A  "tickler”  file  will  be  maintained  by 
the  Office  of  the  Special  Assistant  and  Complaint  responses 
will  be  monitored  to  ensure  that  timely  replies  are  made.  A 
copy  will  be  sent  to  the  Special  Assistant’s  office  where  it 
will  be  maintined  on  file  for  a  minimum  period  of  two  years. 

(E)  Analyzing  and  Reporting.  An  analysis  of  the  consumer 
complaints  received  and  the  implications  for  the  Department 
of  State  will  be  done  by  the  Special  Assistant  at  intervals 
not  to  exceed  one  year  in  duration.  At  the  end  of  each 
calendar  year  a  report  will  be  sent  to  the  Secretary  of  State, 
the  Assistant  Secretary  for  Economic  and  Business  Affairs  or 
other  senior  officials  having  responsibility  for  issues  covered 
in  that  particular  report.  The  report  will  describe  the  pattern 
of  complaints  received,  their  policy  implications  for  the 
Department  and  any  appropriate  action  that  should  be  taken. 
This  annual  report  will  also  include  an  evaluation  of  the 
Department  of  State’s  consumer  complaint  handling  system. 

The  Bureau  of  Consular  Affairs  maintains  a  similar  but 
separate  complaint-handling  system.  Complaints  concerning 
the  Passport  Office,  the  Visa  Office  or  the  Overseas  Citizens 
Services  Office  may  be  sent  directly  to  these  offices, 
Department  of  State,  Washington,  D.C. 

The  Department  of  State’s  receptivity  to  complaints  and  its 
system  for  handling  them  will  be  made  known  to  consumers 
and  consumer  groups.  This  will  be  done  primarily  by 
publicizing  the  programs  in  brochures  to  be  sent  to  consumer 
organizations  throughout  the  country  for  direct  distribution 
to  their  membership  and  to  the  public  at  large. 

VII.  OVERSIGHT 

The  Department’s  Special  Assistant  for  Consumer  Affairs 
is  designated  by  the  Secretary  of  State  to  be  the  responsible 
official  for  policy  guidance,  coordination  and  oversight  of 
consumer -affairs  activities. 

The  position  of  Special  Assistant  for  Consumer  Affairs 
will  be  filled  by  a  senior-level  Department  of  State  officer. 
The  Special  Assistant  will  be  attached  to  the  office  of  the 
Assistant  Secretary  for  Economic  and  Business  Affairs,  as 
shown  on  the  organizational  chart.  In  his  capacity  as 


Chairman  of  the  Department’s  Consumer  Coordinating 
Group  the  Special  Assistant  may  report  to  the  Secretary,  as 
needed. 

The  Department’s  senior-level  consumer  official,  the 
Special  Assistant  for  Consumer  Affairs,  and  the  Consumer 
Affairs  office  may  be  reached  at  the  following  telephone 
number:  (202)  632-8836.  Requests  for  informational  materials 
and  inquiries  about  complaint  handling  may  be  directed  to 
the  following  number:  (202)  632-8837.  For  all  inquiries 
concerning  information  and  complaint  handling  in  the  area 
of  consular  and  overseas  citizens  services  call:  (202)  632- 
3666  for  non-emergency  services  and  (202)  632-5225  for 
emergency  services. 

The  final  consumer  affairs  program  will  be  incorporated 
into  the  Department’s  regulations  by  inclusion  in  the  Foreign 
Affairs  Manual. 

Dated:  May  23, 1980. 

Ben  H.  Read, 

Under  Secretary  for  Management. 

BILL  CODE  4710-07-M 
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